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Problem: Should Comerica Bank spend more on improving its IT department 
so that employees time is spent for the benefit of the company? 

In order to develop and sell a service, one of the most important traits a 
company must have is efficiency. This is important because it gives the chance to 
deliver a better service in less time. The factor of efficiency relies in the end on the 
company's workers. But without the right tools, even if they put as much effort as 
they can, workers are not able to reach their full work capacity. Comerica's 
technology tools for their workers have failed several times as explained in the next 
paragraphsince I have been part of the company. In the past two months, I have 
realized that this is becoming a serious situation for Comerica. In my opinion, 
improving the ease of reach to the IT department will help all of the workers in the 
company. 

For example, it took me a week to start working just because they were 
having some technical issues getting all my passwords and installing all the 
technology that I needed, computer, phone, printer, etc. The worst part of this 
problem was how long it took to contact somebody in Dallas at the headquarters 
who could do anything about it. To do so, I had to call Comerica IT, which is the 
same phone number as customer service, and after a half hour wait have somebody 
tell me they were not the right person to call or that it would take more than a day 
just to figure out what was going on. If this had been an isolated issue there would 
be no problem. But I see many of my coworkers complain all the time about 
something not working in their computers and not being sure whom to contact. At 
peak hours, it takes about 10 minutes to open Outlook and send an email because 
too many people are trying to connect at the same time. 



These kinds of problems, in the end, affect the performance of my co-workers 
and myself If we had a proper IT department that could be easily contacted, or an 
improved inside network,these problems would not affect our productivity? as 
much as they do the performance of our company. I understand that Comerica is a 
big company with over 9,000 employees and that it is a tedious job to keep 
ever5^hing working properly. But there are a few things that our company should 
now consider doing. 

My first solution is to hire a person to manage and be available through 
direct contact during the working hours available to solve all these problems for 
each of the offices with more than 50 employees. This way the problem will be more 
easily tackled and solved in less time since the phone part will no longer be a 
problem and this person will know exactly what to do while his coworker can spend 
his time working. The problem with this solution is mainly the cost. It will mean 
hiring a large group of people to manage each of the offices. Another problem will be 
the use given to the IT person. It will mean restructuring the whole IT department 
and each branch has specific IT needs that the IT person will need to know and 
understand. It will be a large training process. 

My second solution would be to spend more money on a better network for 
Comerica workers. The failure rates of the systems of Comerica are too high as of 
right now. The main problem is that this might not solve the issue. Not only this, but 
workers will need to adapt to the new system and may not like this. The last issue 
with this solution is the cost, a costlier network will also be costlier to maintain. 

Of the two solutions I would pick the first one. This solution would require 
long planning and might be a bit hard to implement. But having an IT person who 
can be directly contacted, instead of having several for all the company, will make it 
easier for the IT department to solve issues. These issues might be recurring and the 
if the person solving the issues is the same all the time, he will know how to fix it 
faster. 

This is the reason why I am writing this letter, I believe that the current 
software that Comerica uses is out of date. And this is reducing employer's 



performance. I have suggested two possible soultions that I would welcome if they 
were taken into consideration. 

Thank you for your time, 
Nicolas Rubio 



